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Abstract: Family and work are the most important aspects in an individual’s life, and the 
primary goalis to find a balance between thesetwo. Given the characteristics of working in 
the hotelindustry, employees in this industry very often face a conflict between family and 
work. This study aims to measure theimpact of socio-demographic characteristics (gender, 
age, education and marital status) on work-family conflict (WFC) and turnover intentions 
(TI). On the sample of 1.100 employees in different hotel facilities by applying t-test and 
analysis of variance ANOVA, it was found that tested socio-demographic characteristics are 
not significant indicators of experiencing WFC, but age and marital status are proven to be 
significant determinants of turnover intentions. Results obtained in this study can help 
managers to understand antecedents andconsequences of experiencing work-family conflict 
and to undertake activities to reduce these conflicts and turnover intentions of employees. 
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Uticaj socio-demografskih karakteristika na konflikt 
izmedu posla i porodice i namere o napuStanju posla u 
hotelijerstvu 


SaZetak: Porodicaiposao su medu najvaznijim sferama zivota pojedinca, a primarni cilj je 
nalazenje ravnoteze izmedu njih. S obziromna osobenostirada u hotelijerstvu, zaposleni se 
éesto susrecu sa konfliktom uzrokovanim obavezama u porodi¢nom zivotu ina poslu. Cilj 
rada je merenje uticaja socio-demografskih karakteristika (pol, starosna dob, nivo 
obrazovanja i braéni status) na konflikt posao-porodica i namere o napuStanju posla. Na 
uzorku od 1.100 ispitanika u razli¢itim hotelijerskim objektima primenom t-testa i analize 
varyanse ANOVA, pokazalo seda nema razlika u doaivlavanju konflikta posao-porodica u 
odnosuna testirane socio-demo grafske karakteristike, alikada je u pitanju namera napuStanja 
posla, postoje statis ti¢ki znaéajne razlike u odnosuna starosnu dob i braéni status. Rezultati 
dobyeniovimistrazivanjemmogu pomoci menadZerima da razumeju antec edente i pos ledice 
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dozivljavanja konflikta izmedu posla i porodice 1 da preduzmu aktivnosti kako bi smanjili 
ove konflikte inamere 0 napuStanju posla kod zaposlenih. 


Kljuéne re¢i: usluge, hotelijerstvo, konflikt posao-porodica, namere o napuStanju posla 
JEL klasifikacija: L83, J63, J24, Z31 


1. Introduction 


As the two most important spheres in the lives of individuals, work and family often come 
into conflict, and their influence is an indicator of success and life satisfaction in general. 
Workis usually necessary for the normal functioning of the family, but it often happens to 
affect the disintegration and instability of the family members. The increased number of 
employed women reduces the time that spouses spend participating in joint family activities. 
This development has led to a series of problems that inevitably affect the emergence of 
conflicts between these two spheres of human life. As stated by Netemeyer et al. (1996) 
family-work conflict (FWC) is a kind of interrole conflict in which the overall demands of 
the family, as well as time dedicated to it, and the pressure created by the family interfere 
with completing work-related duties. On the other hand, the same authors defined work- 
family conflict (WFC) as a type of interrole conflict in which the overall demands of the 
work, as well as time dedicated to it, and the pressure created by the work interfere with 
completing family-related duties. The existence of conflicts between family and work, as 
well as between work and family, negatively affects work performance, health, but also the 
satisfaction with various aspects of life. Due to this, it is important to strive to establish 
work-life balance. As claimed by several authors, work-life balance could be characterized 
as an absence of work-family conflict along with high levels of work-family enrichment 
(Duxbury & Higgins, 2001; O’Driscoll et al., 2006). In many industries, the aimis to reduce 
the time spentat work and away fromthe family, while in the hospitality industry this is not 
the case because mostjobs are impossible without a key factor - people. In addition to the 
above, work in the hospitality industry is different from work in other industries because 
employees in hotels and restaurants work when mostemployees in other industries are free 
(e.g. at weekends and national holidays). Studies that have addressed this issue show that 
employees in the servicesector are more susceptible to family and work conflict (Furnham, 
2002; Netemeyer et al., 2005). Susceptibility to these conflicts can be explained by the fact 
that customer relationships are often very fierce and stressful, which is later transferred to 
employees’ homes (Netemeyeret al., 1990; Netemeyeret al., 2005). On the other hand, some 
authors believe that not only workis a factor which affects theexistence of this conflict, but 
also those family duties can affect the disruption of work obligations (Choi & Kim, 2012; 
Poelmans et al., 2003). 


Employees who are faced with a conflict between family and work become emotionally 
exhausted, and these two forms of conflict (WFC and FWC) are notable predictors of 
employment change (Yavas et al., 2008). The occurrence of problems at work has immediate 
and negative effects on the family (Turliuc & Buliga, 2014). The same authors state that the 
conflict between family and work is the main antecedent of the turnover intention (TI), 
which explains the high rate of labour turnover in the hotel industry. 


2. Literature review 


Impact of gender on work -family conflict and turnover intentions 


Research that has addressed gender differences and conflicts between work and family has 
yielded various conclusions. Some studies have shown that women express the presence of 


26 


Tepavcevié, J. et al. —The impact of demographic factors on work-family conflict and turnover intentions in the 
hotel industry — Hotel and Tourism Management, 2021, Vol. 9, No. 2: 25-36. 


these conflicts more than men (Frankenhaeuser et al., 1989; Lundberg et al., 1994), while 
others pointed outthat gender has no effecton the conflict between family and business life 
(Akintayo, 2010; Frone, 2003; Karatepe et al., 2010). Research in the field of hospitality 
industry indicated that female employees report higher levels of WFC and FWC than male 
(Fiksenbaum et al., 2010; Tromp & Blomme, 2014; Yavas et al., 2008). In addition, some 
authors have indicated that gender is a factor of turnover intention, i.e. that women show a 
higher degree of turnover intention than men (Emiroglu et al., 2015). Contrastingly, Carbery 
et al. (2003) and Yavas et al. (2008) found no influence of gender on tumover intention. 
Chen et al. (2018) found out that male hotel employees who experienced a higher level of 
WFC have higher intention to leave an organization than female hotel employees. 


Based on this, the authors proposed the following hypotheses: 


H,: There are significant differences in experiencing WFC according to gender. 
H,: There are significant differences in expressing TI according to gender. 


Impact of age on work-family conflict and turnover intentions 


Age has beenfound as a factor that contributes to experiencing WFC and intent to leave an 
organization. Specifically, Gordon and Berry (2007) have indicated that, in the early stage of 
their careers, people are frequently willing to forfeit their pers onallives in light of legitimate 
concern for their professional progression. Various researches indicated inconsistency in 
findin gs. For example, several authors pointed to negative association between age and WFC 
(Andreassi & Thompson, 2007; Grzywacz & Marks, 2000; Hsu, 2011). Contrary to their 
results, Mjoliet al. (2013) found positive association between age and WFC. On the other 
hand, Karatepe et al. (2010) did not found any significant correlation between WFC and age. 
Age was found as a determinant of turnover intention; and the turnover intentionis generally 
lower among older employees (Blomme et al., 2010; Carbery et al., 2003; Karatepe et al., 
2006; Kim et al., 2010; Pizam & Thornburg, 2006). 


Based on this, the authors proposed the following hypotheses: 


H;: There are significant differences in experiencing WFC according to age. 
H,: There are significant differences in expressing TI according to age. 


Impact of education level on work -family conflict and turnover intentions 


The influence of education level on WFC has been recognized in the literature. Higher 
educated people would acquire more chances of advancement or working away, which 
increases the possibility of WFC (Adams et al., 1996). Anafarta and Kuruiiziim(2012) found 
that increasing the levelof education in both males and females leads to an increase in the 
levelof WFC they face with. Contrary to this, Carnicer et al. (2004) indicated that level of 
education has no evident effect on WFC. In some studies, the relationship between education 
level and turnover intentions has been examined. There is a positive relationship between the 
levelof education and turnover intention, i.e. people with a lower level of education have a 
less pronounced intention to leave the organization (Carbery et al., 2003). On the other hand, 
in the study of Karatepeet al. (2006), a negativeconnection was found between education 
leveland TI, i.e. that more educated employees express less turnover intention. Blomme et 
al. (2010) explore the association between flexibility in the workplace, organizational 
support, WFC, and the turnover intention among highly educated employed respondents in 
hotels. Theirresults indicate that the WFC and organizational support significantly explain 
the intentions of highly educated employed respondents to leave the organization. 


Based on this, the authors proposed the following hypotheses: 
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H;: There are significant differences in experiencing WFC according to education level. 
Hg: There are significant differences in expressing TI according to education level. 


Impact of marital status on work-family conflict and turnover intentions 


Various studies have examined the impact of marital status on WFC and intentions to leave 
an organization. In several studies, a negative impact of marital status on WFC was found 
(Beutell, 2010; Mukanzi & Senaji, 2017; Rathi & Barath, 2013). On the other hand, Liu et al. 
(2020) found no significant as sociation between marital status and WFC. Besides its impact 
on WFC, marital status is one of the determinants for leaving an organization (Carbery et al., 


2003). The rate of leaving the organization is lower among married people than among 
singles (Carbery et al., 2003; Emiroglu et al., 2015). 


Based on this, the authors proposed the following hypotheses: 


H;: There are significant differences in experiencing WFC according to marital status. 
Hg: There are significant differences in expressing TI according to marital status. 


3. Methodology 


The research was carried out on the territory of the Republic of Serbia among employees in 
various types of hotel facilities. The study included 64 hotels, 21 garni hotels, 3 tourist 
resorts, 3 motels and | pension. The employees were surveyed using a face-to-face technique 
in order to increasethe response rate, as wellas to eliminate potential ambiguities during the 
completion of the questionnaire. A total of 1,130 employees in different positions and in 
different sectors were surveyed. 30 questionnaires were eliminated from further processing 
due to missing data, soresponses of 1,100 employees were included in further analysis. The 
questionnaire used tomeasure WFC and TI of hotel employees in Serbia consisted of two 
parts. The first part referred tosociodemo graphic data of respondents (gender, age, level of 
education, marital status). The second part contained items that were grouped into five 
factors (Work - Family Conflict — WFC, Family - Work Conflict — FWC, Emotional 
Exhaustion, Job Performance and Turnover Intentions). The research was based onthe study 
of Yavas et al. (2008) who conducted theresearch amongemployees in executive positions 
in hotels with 3 *,4 * and 5*. The factors were taken completely and there was no need for 
their modification. The first factor, Work-Family Conflict included 5 items that referred to 
the inability to performfamily obligations due to work. Given that this conflict is two-way, 
the second factor Family-Work Conflict, consisted of 5 items that are related to the lack of 
work obligations performance due to family. The Emotional Exhaustion factor consisted of 8 
items related to bumout and exhaustion at work. Within the Job Performance factor, 
employees expressed their perceptions of commitment at work through 5 items. The last 
factor, Turnover Intentions, consisted of 3 items related to the intentions of employees to 
leave the organization. A five-point Likert scale was used to express thedegree of agreement 
with the statements within the factors (1 - Ido not agree at all, 5 - I completely agree). 
Higher scores indicate a higher degree of presence of these conflicts, emotional exhaustion, 
perception of work performance, as well as tumover intention. 


4. Results 


Out ofa total of 1,100 respondents, approximately the same number of employees are male 
(47%) and female (53%). Most respondents belong to the age category between 26 and 35 
years (39.1%) and the least are older than 55 years (4.5%). Pertaining to marital status, 
almost half of the total number of employed respondents are married (48.8%), and a very 
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small percentageare widowed (1.6%) as wellas those in other types of partnerships (1.7%). 
Observing the level of education of the respondents, it can be noticed that the majority of 
respondents have completed highschool (56.3%), but the share of highly educated (33.8%), 
as well as those with completed magistrate/master studies (9.6%) is also satisfactory (Table 


1). 


Table 1: Sociodemographic characteristics of respondents 


Number of 
respondents 


Age 
Up to 25 years 
26 — 35 years 
36 — 45 years 
46 — 55 years 
Over 55 years 
Marital status 
Married 
Single/Unmarried 
Divorced 
Widowed 
Other 
Education 
High School 
College/Faculty 
Magistrate/Master 
PhD 

Source: Author’s research 





The results of the descriptivestatistical analysis are givenin Table 2. Analysing the values of 
each factor, it is found thatthe factor with the highest mean is JP (3.3593), while the factor 
with the lowest mean is FWC (1.9565). Comparing the mean values of factors FWC (1.9565) 
and WFC (2.5324), it could be concluded that employees in the hotelindustry in Serbia face 
WFC more than FWC. Guided by the fact that workin the hotelindustry is very intense and 
specific, because employees make daily contacts with guests and working with people, it was 
assumed that respondents would express a high level of emotionalexhaustion. Factor EE has 
the mean value is 2.6095, and such low value were not expected. Statements within the 
factor TI have almost equal values that are very low. In addition to descriptive statistical 
analysis, the reliability of the questionnaire was also analysed. The Cronbach Alpha 
coefficient of the overall scale is 0.919, and the values of the coefficients of individual 
factors are shownin Table 2. Reliability analysis found that the Cronbach Alpha coefficient 
for all factors exceeds the recommended value of 0.7 (Kaiser, 1974), indicating that all 
factors are in the high-reliability domain. 
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Table 2: Results of descriptive statistical analysis 


WORK-FAMILY CONFLICT (a= 0.894) ott 
Deviation 
The demands of my job have effects on my home, family and 271271 1.22278 
social life. 


Due to my job, I can not maintain close relationships with family, 
ie 
that my job imposes on me. : , 
ie 
job. 


There is a conflict between my job and my responsibilities to 
family, spouse/partner or friends. ase ages 


FAMILY — WORK CONFLICT (c=0.864) = == il 
The demands of my family, spouse/partner and friends interfere 2.0091 | 0.99677 
with my job activities. 
Sometimes, I have to miss my job to fulfil family and social duties. | 2.1227 | 1.09612 


2 


io) 
io) 
N 


1.17147 
1.15964 


1.18969 
[Teel that Tamon the edge of my nerves] 2.1991 | 1.18969 
E0182 |_1T0159 
1.04968 
1.06558 
1.09581 
[11873 
[TURNOVER INTENTIONS (0.917). Sd 

T1809 
1.19085 
1.20065 


Source: Author’s research 


N 
DH 
\o 
— 
Ww 


I fail to complete obligations at work due to family, 1.3691 | 0.98909 
spouse/partner, friends. 
My colleagues and associates do not like my preoccupation with 1.9273 | 1.05628 
family and social life 
I feel worn out at the end of the working day .0209 | 1.25702 
I feel tired from work. : 


My family and social life interfere with my job responsibilities 1.8545 | 0.99440 
EMOTIONAL EXHAUSTION (a=0.915) 
I feel tired when I get up in the morning and I have to face a long 9.8027 | 1.25182 
day at work. 


N 
NY 
fon) 
[ee] 
N 


such as coming to work on time, completing work tasks, overtime. 
The job exhausts me emotionally. 2.6191 | 1.21314 
Working with people all day is an effort for me. 2.5036 | 1.16242 


My job frustrates me. 





In relation to the gender of the respondents (Table 3), t-test showed that there are no notable 
differences between male and female respondents for all observed factors. Based on the 
obtained results, H, and H, were not confirmed. 
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Table 3: T-test according to the gender of respondents 


Male Female 
assy | esr | tee | P| 





SoS GSE s research 


One-way analysis of variance examined whether there were differences in respondents ’ 
responses in relation to certain socio-demographic factors (age, level of education and 
marital status). ANOVA variance analysis in relation to the age of the respondents (Table 4) 
determined the presence of significant differences in responses within the factors FWC, EE, 
JP and TI. No significant differences were found within WFC factor. This result did not 
provide support for H;. By applying LSD post-hoc test, it was determined between which 
age groups there are differences. Within the FWC factor F=7,828, p = 0.000), it is evident 
that respondents from the category up to 25 years give significantly lower grades than 
respondents from all other age categories. Within the factor EE (F=6,223, p = 0.000), it is 
noticeable that respondents from the category up to 25 years express a lower degree of 
emotional exhaustion compared to respondents from all other age categories. Within the 
factor JP (F= 3,329, p = 0.016), respondents from the category up to 25 years give 
significantly lower grades than respondents from the categories 26 - 35 years and 36 - 45 
years. The last factor, TI (F=3,064, p= 0.016) indicates that employees in the category of 46 
- 55 years express significantly lower intention to leave the organization compared to 
younger employed respondents. 


Table 4: ANOVA according to age 


Age groups 
Factors F value rie pict 
oc test 


Pewee [Tas 
0.016 





Source: Auer s feseaich 


Using the ANOVA testin relation to the level of education (Table 5), it was found that there 
is a notable difference only within the factor JP (F = 8,497, p = 0.000). LSD post-hoc 
showed that employees with completed high school perceive a significantly lower work 
performance than thosewith a college oruniversity degree, as well as those with a master’s 
degree. The obtained results did not confirm H; and Hg. 
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Table 5: ANOVA according to education level 


Be 
o's 
3 8 
oO & 


Hef LSD post-hoc 
1S) 





Source: Author’s research 


Using marital status as an independent variable in the application of the ANOVA test, it was 
calculated that there was significant difference between the factors FWC (F = 4,037, p = 
0.003), EE (F= 2,557, p = 0.037) and TI (F= 3,084, p = 0.015). To determine among which 
groups of respondents there are differences in responses, the LSD post-hoc test was applied 
(Table 6). In the case of the FWC, respondents who are divorced express a higher level of 
this conflict than those who are married and unmarried. In terms of EE, married employees 
express a significantly lower levelof exhaustion and burnout at work compared to divorced 
employees. The Tlis least pronounced among married employees. The LSD post-hoc test 
indicated that those employees who are not married and those who are in other types of 
partnerships express a higher degree of turnover intention than employees who are married. 
The obtained results provided confirmation of Hg. No significant difference was found within 
WFC, which did not confirm H,. 


Table 6: ANOVA according to marital status 


| = ==——s—s—~<“‘«é« Marita status status 
Factors THEE = : 


| WFC | 2.531 | 2.477 | 2.791 | 2.378 | 2.758 | 2.287 | 0.058 | - | 


Unmarried 
LSD post-hoc 


| Fwo | 1.9% 1.367 | 2.211 | 2.022 | 1.758 | 4.037 
| EE | 2631 2.523 | 2.839 [ans [aw [asf 0.037 


| P| 3.331 | 3.386 pa ee 


228 2407 | 2912 | 308 | 0015 


Source: Author’s research 





5. Discussion and conclusions 


Nowadays, the conflict between family and work life is more and more frequent, and it is 
especially expressed in service activities such as the hotel industry with overtime work, 
inflexible working hours, work in shifts, but also work during holidays and weekends. 
Working with people is often very stressful, which is later projected onto other spheres of 
life. No matter how much effort is put into creating a balance between these two spheres, 
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there will always be situations that will demand priority at some point. Reconciling work 
with private life is very important forthe quality of life overall. The question is often asked 
whether this conflict arises because work takes too much time, so people overcome fatigue 
after a hard day, orit is difficult to concentrateon work due to family obligations. When it is 
not possible to strike a balance between these two spheres in an individual’s life, there are 
numerous negative consequences - poor family relationships, poorer performance at work, 
less motivationto work and more. It is wrong to assume that the conflict between work and 
family life and the establishment ofa balance between these two spheres is a phenomenon 
that is uniqueto women. Also, the experience of these conflicts should not be associated with 
the individual, because the problems caused by this conflict affect both the individual and the 
organization. 


The findings of the conducted research show that gender is not a significant indicator of 
differences in experiencing WFC, nor the intentionto leave the organization. The H, stems 
from the assumption that gender has an influence on experiencing WFC, because women, 
although accomplished in the career, are still the ones who are most engaged in family life. 
By applying t-test according to genderit was found that there are no notable differences in 
experiencing WFC between males and females. Theseresults did not give support for H,, but 
confirmed results obtained in previous studies (Akintayo, 2010; Frone, 2003; Karatepe et al., 
2010). Given the fact that several studies identified the impact of gender on intention to leave 
an organization (Chenet al., 2018; Emiroglu et al., 2015), in this study the authors tested if 
gender has an influence on turnover intentions. Results showed no significant differences 
according to gender when it comes to intentions to leavean organization, which rejected Hp. 
In several studies, no significant impact of gender on turnover intentions was found (Carbery 
et al., 2003; Yavas et al., 2008), so the results obtained in this study are in accordance with 
them. Taking into accountthe ageof employees as a variable, it was found that significant 
differences exist in four of the five factors (FWC, EE, JP and TI). As in the study of 
Karatepe et al. (2010), in this study no significant differences were found in responses 
related to WFC according toage, which rejected H;. With reference to tumover intentions, 
younger employees express a higher degree of turnover intention compared to older ones, 
which is in accordance with previous studies (Blomme et al., 2010; Carbery et al., 2003; 
Karatepe et al., 2006; Kim et al., 2010; Pizam & Thornburg, 2006). As an alternative 
explanation for such results, the fact of greater readiness of young people for new 
experiences and easier spatial andbusiness change could be mentioned. This confirms Hy. 


The level of education proved to be significant only for the JP factor. Respondents with 
completed high school perceive their work performance lower than employees with higher 
education. Highly educated employees are mostly engaged in performing more complex 
work tasks, which results in a higher perception of their own performance. Employees with a 
lower levelof education usually perform operational tasks, which require fewer skills and 
qualifications, and therefore the perception of work performance is lower. Since the literature 
recognized the influence of education level on WFC (Adams et al., 1996; Anafarta & 
Kuruiiziim, 2012), in this study no evident relationship between education level and WFC 
was determined. These results rejected Hs. Based on results of many studies (i.e. Carbery et 
al., 2003; Karatepe et al., 2006), the initial assumption was that highly educated employees 
express a higher degree of turnover intention. In this study no significant impact of education 
level on turnover intention was found, which did not provide sup port for H,. Although 
several studies found relationship between marital status and WFC (Beutell, 2010; Mukanzi 
& Senaji, 2017; Rathi & Barath, 2013), the findings of this research showed no notable 
relationship between marital status and WFC, which rejected H7. However, obtained results 
are in line with the results of Liu et al. (2020) study, who found no significant association 
between marital status and experiencing WFC. When it comes to the relationship between 
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marital status and intentions to leave an organization, some papers point out that the level of 
turnover intention is higher among single people than among married people (Carbery et al., 
2003; Emiroglu et al., 2015). The obtained results indicate that married respondents have 
lower intention to leave the organization than single ones, which confirms Hs. These findings 
could be possibly explained by the fact that married employees do not make easy decisions 
to leave the organization, especially if there are children in the family, because it would 
jeopardize financial stability. 


The recommendation for futureres earch is to include variables such as job satisfaction and 
work autonomy (Géziikara & Colako lu, 2016), a type of work and spousal support (Gamor 
etal., 2014) as well as different cultural backgrounds in order to contribute to the literature in 
this field, as well as amore complete understanding of this phenomena in the hotel industry. 
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